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Design	 influences	 behaviour,	 whether	 it's	 planned	 or	 not.	
Service	Design	has	a	great	opportunity	to	lead	the	emerging	field	
of	 design	 for	 behavioural	 change,	 helping	 guide	 and	 shape	 ex-
periences	to	benefit	users,	service	providers	and	wider	society.	
In	 this	 article,	 presented	 as	 an	 evolving	 conversation	 between	
research	 and	practice,	Nick	Marsh	 (EMC	Consulting)	 and	Dan	
Lockton	 (Brunel	 University)	 discuss	 and	 explore	 design	 pat-
terns	for	influencing	behaviour	through	Service	Design,	and	how	
Service	Designers	 and	 academics	 can	work	 together	 for	 social	
benefit.	
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the eight lenses of the design with intent toolkit – a collection 
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ThefirsttypeofServiceDesign,
whichistheclosesttomostother
designdisciplinesandisessentially
anaestheticchallenge,isthedesign
ofconnecteduserexperiencesof
differenttouchpoints.Formore
spatial/interiordesignprojectsI've
beeninvolvedwithinairportsI've
usedtheArchitecturalandPercep-
tualtechniquestoenforcecompli-
ancewithqueuingandengage
passengersinprocessesbylowering
visualclutter.Formoredigitally
focuseddesignsI'veusedLudicand
Interactiontechniquestoengage
usersinotherwiseboringtasks
likefillingoutformsbymaking
themgame-likeandprovidingrich
feedbackandsoforth.
ThesecondtypeofServiceDesign,
whichisaconceptualsteponwards
fromthefirst,asit'sprimarilyan
organisationalchallenge,isusing
design-ledmethodsandtechniques
todevelopstrategiesforservice
organisations,andtoteachother
peoplehowtousedesigntoimprove
howtheirorganisationsworkand
thequalityoftheservicesthey
deliver.
Ithinkatthislevel,thelenses
areagreattoolforopeningup
theconversationwithclientsand
co-designersabouthowusersare
treatedbytheorganisation.Are
theyinputsintoasystem,orare
theypeople?Dowethinkofthemas
stupid,orsmart?DoweuseSecu-
rityorMachiavelliantechniquesto
forcecustomersandcitizenstodo
stuff,orisitbettertouseLudicand
Cognitiveapproachesthatplayto
people'senthusiasmsandsenseof
fun?
Whenyoustartapplyingthese
questionstosocialchallenges,
whichiswherealotofServiceDe-
signpracticeintheUKisfocused,
youstarttogetsomereallybig
ideas!Haveyouthoughtabouthow
tofocusthetoolkitondesign-led
socialprogrammes?
Dan:Manysocialchallengesdoin-
volvebehaviouralchange.Isuppose
it'saconceptthatismorenaturally
familiartopeopletrainedinsocial
sciencethan(most)designersare,
andtheideaofinfluencingpublic
behaviour,albeitmainlythrough
lawsandtaxes,iswell-knownto
thepolicymakerswhofundmany
projects.It'simportantthatdesign-
ersareabletocontributetothese
initiativeswithconfidencethat
whatwedoisunderstoodbythose
whomakethedecisions.
Thatmaymeanthatacademicre-
searchonbehaviouralchange,how
todoit,whatworks,when,why,
etc,needstobemademoreeasily
availabletodesigners.Academia
itselfcanbeseenasaserviceto
society,andassuchitsinteractions
withthepublicwouldoftenbenefit
frombeing‘designed’withasmuch
thoughtasgoesintoServiceDesign
practice:whenshoulditberespon-
sive,doingresearchthepublic
wants,andwhenshoulditleadand
guidegovernmentaldecisionsand
publicdebate?
Nick Marsh, Senior	Practice	
Consultant,	EMC	Consulting,	London,	
UK	
Dan Lockton, Designer	and	
researcher,	Brunel	University,	London,	
UK
Academicdesignresearchisof
limitedusewithoutconnectionto
whatdesignersactuallydo,somy
aimhasalwaysbeentoproduce
somethingthat'susefultodesign-
ers,andIhopethat–togetherwith
othersdoingresearchinthisarea
–wecanhelpServiceDesigntackle
thesocialchallengesofbehavioural
changewithvaluableideas,insights
andevidence.
Nick:Iagree,althoughIthinkit
isalsouptodesignerstotakethe
initiativeandreachouttotheacad-
emy.There'sahugeamountofin-
spirationtobefoundthere,andlots
ofopportunityforcollaboration.I
supposethattheimportantthing
istobuildtheconversationand
lookbeyondyourcurrentframesof
reference,andI'vecertainlyenjoyed
doingthathere!
setting the frame
